
US 200602823 05A1 

(19) United States 
(12) Patent Application Publication (10) Pub. No.: US 2006/0282305 A1 

Gibson (43) Pub. Date: Dec. 14, 2006 

(54) METHODS, SYSTEMS, AND STORAGE (52) U.S. Cl. ................................................................ 705/11 
MEDIUMS FOR MANAGING 
ACCELERATED PERFORMANCE 

57 ABSTRACT 
(76) Inventor: Paula Webb Gibson, Alpharetta, GA (57) 

(US) 
Exemplary embodiments relate to methods, systems, and 

Correspondence Address: storage mediums for providing a disciplined approach to 
CANTOR COLBURN LLP - BELLSOUTH managing accelerated performance activities. The method 
SS GRIFFINROAD SOUTH includes identifving an opportunitv: developing an activi 
BLOOMFIELD, CT 06002 (US) y1ng an opp yaeveloping ty 

list of at least one of a task and a behavior that relate to the 

(21) Appl. No.: 11/322,770 identified opportunity; performing a time study associated 
with the task and the behaviors; collecting a time study data 

(22) Filed: Dec. 30, 2005 resulting from the time study; collecting a performance data 
resulting from an actual performance of work activities, 

Related U.S. Application Data wherein the performance data includes a quality indicator; 
creating a scorecard for analyzing the correlation between 
the time study data and the performance data; identifying a 
issue presented as a result of analyzing the time study data 
and the performance data; generating and implementing a 
roadmap for resolving the issue; and training a individual 

(51) Int. Cl. affected by the roadmap in accordance with an action item 
G06F II/34 (2006.01) contained in the roadmap. 

(60) Provisional application No. 60/689,781, filed on Jun. 
10, 2005. 

Publication Classification 

SUSTAIN 
o) COMPLIANCE SUPPORT PLAN 
b) TRAINING SUPPORT PLAN 
c) MECHANIZED REQUIREMENT 

EXECUTE 
a) EXPECTATIONS 
b) HUDDLES 
c) SHIFT TRANSITION LOG 
d) OAILY PLANNER 
e) DALY SCHEOULE CONTROL 

PLAN 
o) GOALS AND STRATEGIES 
b) ACTIVITIES 212 FORECAS 

o) MASTER SCHEDULE 
b) RESOURCE LOAD 

AREA 
OF SUPERWISORY 

CONTROL 
REPORT 

o) SCORECARO 
b) BUSINESS REVIEW 
c) WISUAL COMMUNICATION 

BOARD 

COACH TRAIN 
a) PRE-POST ASSESSMENT 
b) CURRENT SKILL LEVEL 
c) EMPLOYEE TRAINING 
d) SKILL FLEXIBILITY 

FOLLOW-UP 

a) WALKABOUTS 
b) ACTION PLANS 
c) EMPLOYEE RANKING 

REPORTS 
d) SiOE-BY-SIDE REVIEWS 

  

  

  

  

  

  

  

  

    

  

    

  

  

  

  

  

      

    

  

    

  

  

  

  

  

  



Patent Application Publication Dec. 14, 2006 Sheet 1 of 11 US 2006/0282305 A1 

BUSINESS 12 
MANAGEMENT 

4 SYSTEM 
22 

GRAPHICS WORKSHEETS/ 
6 FORMS 

24 

ENGINE REPORTS 

18 26 

SCHEDULING 
APPLICATION SCHEDULES 

28 20 

O6 MANUALLY REPORT ING 
TOOL INPUT DATA 

  

  





Patent Application Publication Dec. 14, 2006 Sheet 3 of 11 US 2006/0282305 A1 

/N CONDUCT OPPORTUNITY 304 
ASSESSMENT 

306 

NO 308 OPPORTUNITY ENO 
PRESENT 

YES 

30 COMMUNICATE CASE 
FOR CHANGE 

32 
INVOLVE ALL PLAYERS 

34 START AREA BOOKS 

36 FINALIZE PLAN 
AND SCHEDULE 

38 DOCUMENT WORKFLOW 

320 IDENTIFY KEY 
VOLUME INDICATORS 

/A\ ID ACTIVITIES/GENERATE 322 
ACTIVITY LIST SUMMARY 

ID AND DOCUMENT 
SPECIFIC STEPS 

324 

326 ID KEY MEASUREMENT 
INDICATORS 

Fig. 3 

  



Patent Application Publication Dec. 14, 2006 Sheet 4 of 11 US 2006/0282305 A1 

402 CONDUCT TIME STUDIES 
(OBSERVATION) 

404 

ARE ACTIVITIES 
COMPLETE/CORRECT 

YES 

406 ANALYZE 
OBSERVATION DATA 

408 

ARE 
OBSERVATIONS 

STATISTICALLY WALID 

YES 

40 DEFINE AND SOCIALIZE 
ENGINEERED SERVICE METRICS 

42 COLLECT DAILY VOLUMES IN 
T ALLY SHEET AND VOLUME SHEET 

4 4 

/\ 7GN 

Fig. 4 

NO 

    

  

  

  



Patent Application Publication Dec. 14, 2006 Sheet 5 of 11 US 2006/0282305 A1 

ANALYZE DATA 

COMMUNICATE 
RESULTS AND GOALS 

PROVIDE FEEDBACK 
ON COMMUNICATION 

502 

504 

508 

602 

604 
DEVELOP 

ACTION PLANS 

IMPLEMENT 
ACTION PLANS 

Fig. 6 

606 

  

  

  

  

  



Patent Application Publication Dec. 14, 2006 Sheet 6 of 11 US 2006/0282305 A1 

702 

COACH/TRAIN 

704 

COACH/TRAIN NEW 
EMPLOYEES AND/OR 

NEW SKILLS 

Fig. 7 

802 

PLAN 
RESOURCE LOADS 

Fig. 8 

  

    

    

  

  

  



Patent Application Publication Dec. 14, 2006 Sheet 7 of 11 US 2006/0282305 A1 

902 

/N REVIEW PROCESS 

904 BENCHMARK/CONTINUOUS 
IMPROVEMENT 

906 CONDUCT INTERNAL 
AUDITS/COMPLIANCE REVIEWS 

908 

YES 

9 O INITIATE 
CERTIFICATION PROCESS 

92 UPDATE M&Ps, STANDARDS, ? 
TRAINING, SYSTEMS 

Fig. S 

  



Patent Application Publication Dec. 14, 2006 Sheet 8 of 11 US 2006/0282305 A1 

STATE: GA 

ACTIVITY LIST SUMMARY CENTER: AFIG 
AREA : see below 

DATE UPDATED: 5/2/2003 

OALYMONTHLY EST ESM/RE, TOTAL 
FREO WOL MNS MINS WOL 

UNIT OF 
MEASURE ACTIVITY 

O Processing Area 

A A. T 

Re MA Resolution Order 

euse report euse group 
Order report 

OCS errors error 

ied assist Cas Col 

AL report Order 
PAWS pending order report order 

A 

EWO Processing Area 
Osic inventory updates 
e loy/deficiency reports report 
at a Base Maintenance Area 

AVAR processing report 
efective pair reports 
9 Octivities 

SAG Octivities Order/item 

is Cel One Ous data 
ose update/correct 
IS foll Out 

URI/RULI reports 
ending order/past due reports 
MOS updates 
AM removo 

E. Order 

Order 

Era - RAPPER Center referros 

2 

rojects/Conversions 

Fig. 0 

  

  

  

    

  

  

  

  





US 2006/0282305 A1 

(Sae?nOH || 0:3 || 30 INNES || ALITym?? || !Bd iSTT?ST?TITU?I, 
| 3 ||adÅ 1 Janua3 

ou 
ACTUAL 
HOURS 

EARNEO E 

U 

a. 

SW3 

TTTTTCG II) |:||Jos ? auadnS | 31 on S | po ! Jag au? I 

[5]au , 1 unae u Jodax, 

Patent Application Publication Dec. 14, 2006 Sheet 10 of 11 

  

  

  

  

  

  



US 2006/0282305 A1 

¡SONIWys || 3:00 || 3:0 || 31:0 || ... EngiSNO-SESd31S NWTld N0 1 10W 31W0S3|W0 MBI AER,SI OHM 

TV ] | N310d 

Patent Application Publication Dec. 14, 2006 Sheet 11 of 11 

  



US 2006/0282305 A1 

METHODS, SYSTEMS, AND STORAGE MEDIUMS 
FOR MANAGING ACCELERATED 

PERFORMANCE 

CROSS REFERENCE TO RELATED 
APPLICATIONS 

0001) This application claims the benefit of U.S. Provi 
sional Patent Application Ser. No. 60/689,781 filed Jun. 10, 
2005, which is incorporated herein by reference in its 
entirety. 

BACKGROUND 

0002 The present invention relates generally to business 
models, and more particularly, the invention relates to 
methods, systems, and storage mediums for managing accel 
erated performance. 
0003 Supervisors and managers of business enterprises 
are typically trained on the job with little discipline provided 
concerning the various reporting requirements, behaviors 
that should be coached, and which metrics are important to 
the business. As new management comes along, to replace 
retired individuals or as a result of turnover, they often need 
to re-invent what their predecessors have learned over time 
through experiences. A great deal of relevant knowledge and 
experience may be lost as a result of a change in manage 
ment. This can be very wasteful and result in diminished 
productivity. 

0004 What is needed, therefore, is a way to provide a 
disciplined approach to managing accelerated performance 
activities that can be systematically implemented across an 
entire managing accelerated performance environment. 

SUMMARY 

0005 Exemplary embodiments include a method of pro 
viding a disciplined approach for conducting managing 
accelerated performance activities, the method including 
developing an activity list of at least one of a task and a 
behavior that relate to an identified opportunity; performing 
a time study associated with the task and the behaviors; 
collecting a time study data resulting from the time study: 
collecting a performance data resulting from an actual 
performance of work activities, wherein the performance 
data includes a quality indicator, creating a scorecard for 
analyzing the correlation between the time study data and 
the performance data; identifying a issue presented as a 
result of analyzing the time study data and the performance 
data; generating and implementing a roadmap for resolving 
the issue; and training a individual affected by the roadmap 
in accordance with an action item contained in the roadmap. 
0006 Exemplary embodiments also include a storage 
medium encoded with machine-readable computer program 
code for providing a disciplined approach for conducting 
managing accelerated performance activities, the storage 
medium including instructions for causing a server to imple 
ment a method, including: developing an activity list of at 
least one of a task and a behavior that relate to an identified 
opportunity; performing a time study associated with the 
task and the behaviors; collecting a time study data resulting 
from the time study; collecting a performance data resulting 
from an actual performance of work activities, wherein the 
performance data includes a quality indicator, creating a 
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scorecard for analyzing the correlation between the time 
study data and the performance data; identifying a issue 
presented as a result of analyzing the time study data and the 
performance data; generating and implementing a roadmap 
for resolving the issue; and training a individual affected by 
the roadmap in accordance with an action item contained in 
the roadmap. 
0007 Further exemplary embodiments include a system 
for providing a disciplined approach for conducting man 
aging accelerated performance activities, including: a 
server, a managing accelerated performance system execut 
ing on the server, the managing accelerated performance 
system including a managing accelerated performance sys 
tem model including: a plan phase component; an execute 
phase component; a report phase component; a follow-up 
component; a coach/train component; a forecast component; 
and a Sustain component; wherein the managing accelerated 
performance system performs: identifying an opportunity; 
developing an activity list of at least one of a task and a 
behavior that relate to the identified opportunity; performing 
a time study associated with the task and the behaviors; 
collecting a time study data resulting from the time study: 
collecting a performance data resulting from an actual 
performance of work activities, wherein the performance 
data includes a quality indicator, creating a scorecard for 
analyzing the correlation between the time study data and 
the performance data; identifying a issue presented as a 
result of analyzing the time study data and the performance 
data; generating and implementing a roadmap for resolving 
the issue; and training a individual affected by the roadmap 
in accordance with an action item contained in the roadmap. 
0008. Other systems, methods, and/or computer program 
products according to embodiments will be or become 
apparent to one with skill in the art upon review of the 
following drawings and detailed description. It is intended 
that all Such additional systems, methods, and/or computer 
program products be included within this description, be 
within the scope of the present invention, and be protected 
by the accompanying claims. 

BRIEF DESCRIPTION OF THE DRAWINGS 

0009 Referring now to the drawings wherein like ele 
ments are numbered alike in the several Figures: 
0010 FIG. 1 is a block diagram of a system upon which 
the managing accelerated performance system may be 
implemented in exemplary embodiments; 
0011 FIG. 2 is a diagram illustrating the components of 
the managing accelerated performance system model in 
exemplary embodiments; 
0012 FIG. 3 is flowchart describing the plan phase of the 
managing accelerated performance system model in exem 
plary embodiments; 
0013 FIG. 4 is a flowchart describing the execute phase 
of the managing accelerated performance system model in 
exemplary embodiments; 
0014 FIG. 5 is a flowchart describing the report phase of 
the managing accelerated performance system model in 
exemplary embodiments; 
0.015 FIG. 6 is a flowchart describing the follow-up 
phase of the managing accelerated performance system 
model in exemplary embodiments; 
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0016 FIG. 7 is a flowchart describing the coach/train 
phase of the managing accelerated performance system 
model in exemplary embodiments; 

0017 FIG. 8 is a flowchart describing the forecast phase 
of the managing accelerated performance system model in 
exemplary embodiments; 

0018 FIG. 9 is a flowchart describing the sustain phase 
of the managing accelerated performance system model in 
exemplary embodiments; 

0.019 FIG. 10 is a sample activity list summary that is 
utilized by the managing accelerated performance system 
model in exemplary embodiments; 

0020 FIG. 11 is a sample daily schedule control form 
that is utilized by the managing accelerated performance 
system model in exemplary embodiments; 

0021 FIG. 12 is a sample scorecard that is utilized by the 
managing accelerated performance system model in exem 
plary embodiments; and 

0022 FIG. 13 is a sample action plan that is utilized by 
the managing accelerated performance system model in 
exemplary embodiments. 

DETAILED DESCRIPTION 

0023. According to an exemplary embodiment, a man 
aging accelerated performance system provides a disci 
plined approach to transfer knowledge from one individual 
or group to another individual or group. The managing 
accelerated performance system further provides a frame 
work for new employees to learn a job based, in part, upon 
a knowledge database implemented by the managing accel 
erated performance system. The managing accelerated per 
formance system combines selected business processes into 
a single business model. The business processes include 
process management, work measurement, and a manage 
ment control model. Process management defines the entire 
work stream for a business enterprise, including activities 
and service metrics. Work measurement provides a disci 
plined approach to setting expectations and includes reports 
that help drive all levels of management to manage these 
expectations. The management control model provides a 
disciplined approach to enable Supervisors to plan, execute, 
follow-up, report, forecast, coach, and train in accordance 
with the current and future needs of the business enterprise. 
These business processes may be customized to meet the 
individual requirements of any business. 

0024. The managing accelerated performance system 
may be implemented in a network system such as the one 
depicted in FIG. 1. FIG. 1 depicts a host system 102 
executing the managing accelerated performance system 
112. Host system 102 is in communication with a data 
storage 104 via a network 106. Alternatively, host system 
102 and data storage 104 may comprise one unit. Such as for 
example, a mainframe computer. Host system 102 is in 
communication with client systems 108 and 110 via network 
106. Host system 102 executes various applications includ 
ing a graphics application 114, an analysis engine 116, a 
scheduling application 118, and a reporting tool 120 as 
described further herein. Data storage 104 stores a variety of 
documents and data including worksheets 122, reports 124. 

Dec. 14, 2006 

schedules 126, and manually input data 128 which are 
created and/or utilized by the managing accelerated perfor 
mance system. 

0025 Host system 102 may be a high-speed processor/ 
server that executes applications 114-120 and services client 
systems 108 and 110. Data storage 104 is logically addres 
sable by host system 102 and/or client systems 108 and 110 
via network 106. Client systems 108 and 110 may each 
comprise a general-purpose desktop computer, laptop, or 
similar computer device. Client system 108 represents a 
computer device that is operated by a Supervisor of an 
enterprise that utilizes the managing accelerated perfor 
mance system. Client system 110 represents a computer 
device that is operated by a low-level employee of the 
business enterprise. Network 106 may comprise a local area 
network, wide area network, or other Suitable networking 
infrastructure. Graphics application 114 may be an applica 
tion Such as a spreadsheet tool that provides charting and 
graphing capabilities. Analysis engine 116 may be a logic 
application that utilizes various algorithms to perform data 
analysis. Scheduling application 118 and reporting tool 120 
may comprise any commercial or proprietary Software that 
performs Scheduling and reporting functions. These tools are 
widely known and will be readily understood by those 
skilled in the art. 

0026. An exemplary embodiment of the managing accel 
erated performance system model and its elements is shown 
in FIG. 2. The model 200 includes a disciplined seven-phase 
approach and each of the phases are discussed further in 
FIGS. 3-9. The observational data, analysis results, reports, 
and plans that pertain to a specific job role may be stored in 
a binder (also referred to herein as area book). This data, as 
well as data relating to all job functions are stored electroni 
cally in a database for easy access and retrieval. 
0027. The managing accelerated performance model 200 
of FIG. 2 includes seven components or phases 202-214. 
Each of the phases, in turn, comprises one or more elements 
202a-b, 204a-e, 206a-d 208a-d 210a-e, 212a-b, and 214a 
c. The inner core of model 200 reflects the supervisory 
control over the entire seven-phase process, while the indi 
vidual components reflect a higher level of process detail. 
The sustain phase 214, envelopes the model 200 to reflect 
that this phase is ongoing throughout the implementation of 
the model. 

0028. A plan phase 202 includes a goals and strategies 
element 202a and activities element 202b. The goals and 
strategies element 202a refers to the process of identifying 
opportunities, establishing goals for exploiting the opportu 
nities, prioritizing the goals and strategies, and documenting 
the goals and strategies. This element ensures that effective 
communication of an opportunity is conducted and that the 
communication is directed to the appropriate individuals. 
The affected individuals may include personnel from a wide 
range of business and technical backgrounds. For example, 
relevant individuals may come from a high-level corporate 
office, and information technologist, operations staff, as well 
as a training department. 

0029. The activities element 202b refers to the mapping 
of processes using key Volume indicators, identifying func 
tional groups and activities assigned to these functional 
groups, and generating an activity list Summary for each 
functional group. A sample activity list Summary is shown in 
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FIG. 10. An activity list summary is used to define work 
content for a particular work group and enables a Supervisor 
to match resources with workload conditions. A Supervisor 
reviews and approves the activity list Summary and a copy 
is maintained in the appropriate area book. Details are 
specified for each activity in an activity detail Summary that 
includes key Volume indicators. Key Volume indicators are 
used as forecasting tools and are produced by comparing 
like centers, work units, or functional groups and validating 
differences between processes used. Based upon Volumes, 
engineering service measurements (ESMs), and reasonable 
established expectations, these key Volume indicators are 
generated and used to develop a master Schedule, resource 
load, and an activity list. An activity detail Summary con 
tains the work content for a work group and enables Super 
visors to understand each step involved in performing an 
activity on an activity list. An activity detail Summary is 
developed for each activity listed in an activity list and is 
placed in an area book for the supervisor responsible for 
overseeing the activities. 
0030 Execute phase 204 includes an expectations ele 
ment 204a, a huddles element 204b, a shift transition log 
element 204c, a daily planner element 204d, and a daily 
schedule control element 204e. A variety of documents may 
be used for tracking and reporting activities conducted 
through the managing accelerated performance model 200. 
For example, based upon the nature of activity defined for a 
Supervisor, various technical aids may be acquired for 
assisting the Supervisor in performing the activity. Generally 
the supervisor will be conducting observations of employee 
behaviors during this phase. Supervisors may be trained for 
conducting observations in terms of the specific types of 
behaviors that should be tracked. 

0031 Results from observations conducted are entered in 
managing accelerated performance system 112 and statisti 
cal analysis is performed on the results via analysis engine 
116. From this analysis, expectations 204a are developed 
and communicated to the affected individuals. Expectations 
204a refer to the established benchmarks set for an activity 
or best demonstrated practices (i.e., the optimum volume 
and quality of work conducted for each activity that assumes 
a fully trained employee, working at a constant rate with an 
average work mix, using the tools necessary to perform the 
activity, minus any lost time or operating problems encoun 
tered). 
0032. A daily load review refers to a tool that allows a 
supervisor to balance the workload for a work area by 
assessing the amount of work that needs to be done with the 
amount of labor needed to produce the work. While this 
description refers to a “daily load for ease of explanation, 
it should be appreciated that the tool may be used for review 
for other time increments, e.g., weekly. The Supervisor 
evaluates resource loads for each day to see how effective 
the workload planning was for the area. A daily planner 204d 
is used to document Supervisory activities performed 
throughout the workday and daily huddles 204b are per 
formed in order to establish daily expectations and synchro 
nize information among individuals. The daily planner 204d 
is a tool designed to assist members of a department with 
daily prioritizing and short-term planning. It also helps a 
supervisor load tasks into his/her available work hours in 
order manage unexpected Surges in work along with day 
to-day activities. The daily huddle 204b refers to a manage 
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ment tool that allows a Supervisor to understand and relay 
back any key developments that were noted from the pre 
vious day's work and to plan and prepare for the current 
day’s operations. Specifically, the daily huddle 204b is a 
meeting that is conducted for an area in which employees 
review their performance from the previous day, share 
lessons learned, and point out any relevance to future 
operations (e.g., identifying roadblocks, expectations, and 
new assignments/reassignments). In exemplary embodi 
ments, the daily huddles 204b are conducted at the begin 
ning of a workday or shift. 
0033. As employees perform work activities, the results 
are collected in database 128 and processed to generate a 
daily tally sheet. The daily tally sheet provides detailed work 
data relating to performance and Volumes for an activity. 
This information, in turn, is used to create a daily schedule 
control 204e. A sample daily schedule control 204e is shown 
in FIG. 11. The daily schedule control 204e is a structured 
follow-up tool that helps Supervisors understand and relay 
off-schedule conditions. The daily schedule control 204e 
enforces a disciplined short-interval follow-up to any bar 
riers that have been identified and any potential off-schedule 
conditions that have been detected. The daily schedule 
control 204e further provides a means for enabling a super 
visor to compare actual work with planned work and helps 
to address issues early on before they become major prob 
lems. The daily schedule control 204e provides information 
including, but not limited to, percentage of productivity 
data, percentage of overtime data, earned hours, and lost 
time. The daily schedule control 204e is kept in the super 
visors area book for quick access and review. Capacity 
charts may be created by graphics application 114 using the 
information provided in the daily schedule control 204e. The 
shift transition log element 204c refers to a communication 
tool that allows management to follow up on issues that 
occur from one shift to the next so that they will not be 
overlooked as one Supervisor's shift ends and another Super 
visor's shift begins. These are issues that have occurred 
during a shift and are believed to reoccur during the fol 
lowing shift. 
0034. A report phase 206 comprises a scorecard element 
206a, a business review element 206b, and a visual com 
munication board element 206C. These elements allow the 
Supervisor of the managing accelerated performance system 
to conduct analysis of the data gathered in the above process, 
as well as communicate the results to the appropriate indi 
viduals. These individuals are then presented with an oppor 
tunity to provide feedback on the results. The results may be 
presented in a visual format such as graphical charts or other 
CaS. 

0035 Scorecard element 206a refers to a performance 
and reporting tool that identifies trends in key measurement 
indicators on a daily and weekly basis. The scorecard 
element 206a Summarizes information gained from the 
previous day's work, as well as for the week, and includes 
planned and actual items produced, hours worked, perfor 
mance, effectiveness, service, quality, Sustainability and the 
like. Action plans are developed using information in the 
scorecard. A sample scorecard is shown in FIG. 12. Infor 
mation Such as quality, service, effectiveness and the like 
may be collected by 
0036) The business review element 206b refers to a 
meeting in which area managers present a variety of infor 
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mation elements to higher level entities such as corporate 
directors or company vice presidents. Information elements 
presented include, but are not limited to, the daily schedule 
controls 204e, an action plan 208b, a capacity graph, the 
scorecard element 206a. Areas managers that are Success 
fully utilizing the managing accelerated performance system 
may be recognized, and any deficiencies relating to the 
utilization of the managing accelerated performance system 
for other area managers may be identified as needing 
improvement. In exemplary embodiments, the business 
review element 206b occurs on a monthly basis. 

0037. A key measurement indicator refers to a measure 
ment tool that measures performance, service, quality, or 
effectiveness of work performed. Key measurement indica 
tors quantify results into meaningful measurements. For 
example, in a customer service industry where performance 
is to be measured, key measurement indicators may be 
determined by assessing an activity that drives the functions 
for an area (e.g., a reasonable number of calls expected to be 
received at the work area). A base performance is deter 
mined for this function (e.g., a time period from which to 
begin Subsequent measures is established). Then the actual 
value for the current period (e.g., week) is identified utilizing 
the key measurement indicator number of calls and the 
base performance. The actual value is then compared with 
Subsequent values (e.g., actual value information for the 
next week) to determine a percentage of change in perfor 
mance from one time period to the next. 

0038. In an exemplary embodiment where quality is to be 
measured, key measurement indicators, or quality indica 
tors, may be determined by assessing an activity that defines 
the quality of work in an area (e.g., the reasonable speed in 
which a customer call should be answered). A base perfor 
mance is determined for this quality (e.g., a time period from 
which to begin Subsequent measures is established). Then 
the actual value for the current period (e.g., week) is 
identified utilizing the key measurement indicator average 
speed and the base performance. The actual value is then 
compared with Subsequent values (e.g., actual value infor 
mation for the next week) to determine a percentage of 
change in quality from one time period to the next. 

0039. In exemplary embodiments where service is to be 
measured, key measurement indicators may be determined 
by assessing an activity that defines the service performed in 
the work area (e.g., percentage of telephone calls answered 
within the average speed established above). A base for the 
service is determined (e.g., actual value information for the 
next week) to determine a percentage of change in service 
from one time period to the next. Likewise, in exemplary 
embodiments where effectiveness is to be measured, key 
measurement indicators may be determined by assessing an 
activity that defines the effectiveness within a work area 
(e.g., the number of repeat calls received on the same issue). 
A base for the effectiveness key measurement indicator is 
determined (e.g., actual value information for the next week) 
to determine a percentage of change in effectiveness from 
one time period to the next. 

0040 Visual communication board element 206c refers 
to a reporting tool that enables organization-wide views of 
current performance data. The visual communication board 
includes information from goals and strategies element 
202a, action plans 208b, scorecards elements 206a, key 
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measurement indicators, capacity charts, lost time data, and 
other sources to produce a quick reference for area perfor 
mance. The visual communication board is preferably 
located in a central location within a Supervisors area that 
is visible to all employees in that area. 
0041. In the follow-up phase 208, a roadmap is devel 
oped for resolving any issues and for improving existing 
processes. The action plans 208b for removing barriers 
include detailed action items and metrics for guiding indi 
viduals through the roadmap. The action plans 208b include 
specific due dates for listed steps to be completed, and 
specifies the individuals responsible for the accomplishment 
of those steps. Feedback is also used in implementing a 
detailed action plan. A action plan 208b in accordance with 
exemplary embodiments is shown in FIG. 13. Also included 
in the follow-up phase 208 are walkabouts 208a, side-by 
side reviews 208d, and employee ranking reports 208c. The 
employee ranking report 208c is used to rank employees 
based upon their initial screening (e.g., observations) in 
order to identify any specific training requirements needed. 
The information provided in the employee ranking report 
208c details specific deficiencies that can be used to link a 
specific training program with the employee. 

0042. In the coach/train phase 210, employee training is 
scheduled and conducted 210c in order to improve the 
performance of individuals. During the coach/train phase 
210 individuals are evaluated to determine their current skill 
levels 210b and skills flexibility 210d. A pre-post-training 
assessment element 210a is also conducted during the 
coach/train phase 210 as well. The pre-post training assess 
ment element 210a is an evaluation tool that helps supervi 
sors assess the skills training needs of each individual 
specific to one of three key skill areas: basic, fundamental, 
and advanced. Basic skill areas define the basic foundational 
elements needed to perform a job. Fundamental skill areas 
define an advanced set of skills desirable for optimally 
performing a job. Advanced skill areas define unique or 
special skills that may be required to perform a job. Such as 
operating a special type of equipment or machine. 

0043. The pre-post training assessment element 210a 
serves two purposes: pre-assessment quickly calibrates an 
employee's skills prior to training, while post-assessment 
measures what an employee has retained after training. The 
skills flexibility element 210d identifies the skills and train 
ing a workgroup needs to effectively and efficiently com 
plete assigned work. The skills flexibility element 210d 
identifies the relative strengths and weaknesses within a 
team from a training standpoint. Employees are ranked 
according to skill in order to determine the total number of 
qualified people available for performing jobs in an assigned 
department, which in turn, helps to identify any training 
needs. This information may be entered into graphics tool 
114 in order to produce a visual picture of qualification 
Statuses. 

0044) A forecast phase 212 uses operating reports (e.g., 
scorecard 206a) resulting from the execution of report phase 
206 for resource planning. Operating capabilities and 
required resources are identified and used to plan and 
forecast future needs. Scorecards 206a and statistics are used 
in the forecast phase 212 to generate a resource load 212b, 
which determines, for example, day-to-day force to load 
requirements and a master schedule 212a that details a 
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long-term force plan. Scheduling application 118 may be 
used to generate the master schedule 212a. 
0045. The sustain phase 214 ensures that all improve 
ments accomplished via the processes above are Sustained 
and continuously evaluated for currency. The compliance 
Support plan 214a enables an area manager to review and 
measure a Supervisors understanding of, and commitment 
to, the elements of the managing accelerated performance 
system on three levels: conceptual, mechanical, and owner 
ship. It also allows the area manager to identify any non 
compliance and provide timely feedback to the respective 
Supervisor in order to address and correct the issues. A 
mechanized requirement 214c and a training Support plan 
214b are included in the sustain phase 214 to further ensure 
Sustainability of these processes. Information relating to 
these Sustaining elements is documented and used through 
out the managing accelerated performance system 200 to 
ensure ongoing and future Success. 
0046 Embodiments of the managing accelerated perfor 
mance system 200 include a seven-phase approach as 
described in FIGS. 3-8. FIG. 3 generally depicts the plan 
phase process. The plan phase process begins at step 304 
where an opportunity assessment is conducted, the oppor 
tunity assessment can be preformed automatically by a 
machine or manually by a user. Based upon the results of the 
opportunity assessment, it is determined whether or not one 
or more opportunities are present at step 306. An opportunity 
may include, but is not limited to, a task, an activity, or a 
behavior that may be improved upon. If no opportunities are 
present at step 306, the process ends at step 308. If an 
opportunity is present at step 306, a supervisor of the 
managing accelerated performance system model commu 
nicates this opportunity and presents reasons for why the 
opportunity is relevant at step 310. At step 312, all indi 
viduals and/or departments that are affected by, or respon 
sible for, this opportunity are involved. An area book, as 
described above in FIG. 2, may be generated for each 
individual involved with the opportunity. The area book can 
be used for documenting and storing information needed for 
implementing the model at step 314. At step 316, a plan and 
schedule are generated for exploiting the opportunity. Asso 
ciated workflow processes are identified and documented at 
step 318. Key volume indicators are also identified at step 
320. Activities needed for further developing the opportu 
nity are identified at step 322. An activity list is generated for 
these activities. These activities may be identified through 
current business practices that are successful or otherwise 
desirable. They may also be obtained from the process 
conducted at step 404 in the execute phase of FIG. 4. 
Specific steps that need to be performed are adopted and 
documented at Step 324. Any key measurement indicators 
are identified at step 326. 
0047 Upon completion of the plan phase, the process 
proceeds to the execute phase which is illustrated in FIG. 4. 
At step 402, selected individuals conduct time studies. 
Based upon the studies, it is determined whether the activi 
ties specified in the plan phase are complete and correct at 
step 404. If not, the process returns to the plan phase at step 
322 whereby the activities are revised accordingly. If the 
activities are complete and accurate at step 406, it is deter 
mined whether the observations (e.g., time studies) are 
statistically valid at step 408. If not, the process returns to 
step 402 where further time studies are conducted. Other 
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wise, the process proceeds to step 410 whereby engineered 
service metrics are defined. A tally sheet and volume sheet 
are utilized for collecting daily volumes at step 412. Any 
barriers or issues are identified at step 414. The barriers 
identified are used in both the reporting phase of FIG. 5 as 
well as the follow-up phase of FIG. 6 as described herein. 
0048. In the reporting phase, the data gathered from the 
above processes are analyzed at step 502. The analysis 
includes the issues identified in step 414 of FIG. 4. The 
results are communicated to involved individuals and/or 
departments at Step 504. From this analysis, various goals 
are identifiable. These are communicated to the relevant 
individuals as well. At step 506, the individuals and/or 
departments are provided with an opportunity to relay 
feedback to the information presented at step 504. A per 
formance evaluation is conducted at step 508 and the 
process continues to the follow-up phase of FIG. 6. 
0049. At step 602, an action item log is created that 
includes the issues identified in step 414, as well as the 
results of the performance evaluation conducted at step 508. 
From the action item log, a detailed action plan is developed 
at step 604. With the action plan in place, the activities 
presented therein are then implemented at step 606 and the 
process continues to the coach/train phase of FIG. 7. At step 
702, a Supervisor or manager utilizes the specific items 
identified in the action plan to coach and/or train an 
employee. The process then continues to the forecast phase 
of FIG. 8. Additionally, the coach/train phase may be 
implemented as a result of activities conducted at step 912 
of the sustain phase of FIG. 9. This may be the case where 
a business enterprise determines that new skills are needed. 
0050. The forecast phase of FIG. 8 continues from the 
coach/train phase in which a review of the planned-to 
actual data is conducted at step 802. This data is acquired 
from step 702 and relates to the actual progress made by 
employees who have been coached in contrast to the planned 
progress for a given time period. At Step 804 resource loads 
are planned based upon the review conducted at step 802. 
The process then continues to the sustain phase of FIG. 9. 
0051. At step 902, the process as developed to date is 
reviewed. The review includes identifying progress made as 
well as any deficiencies noted. Benchmarks for improve 
ment and maintenance are developed at step 904. At step 
906, internal audits and compliance reviews are conducted. 
If an audit reveals a non-compliance in a specific area at step 
908, the process is once again reviewed at step 902 to 
identify the cause of non-compliance. Otherwise, a certifi 
cation process is initiated to acknowledge the compliance at 
step 910. Any manuals, programs, standards, training, and/or 
systems benefiting from the compliance are updated at step 
912. Additionally, step 912 may also include process change 
control, which is a standard method for introducing changes 
to existing processes and procedures. These activities may 
then be used to coach and train employees as described in 
FIG. 7 at step 704. These new activities or changes to 
existing activities may result from process improvement 
initiatives, action plan items, technology initiatives, new 
products or services, or the like. 
0052 As can be seen from the above descriptions the 
managing accelerated performance system provides a con 
sistent model for Supervisors and management personnel to 
manage a business utilizing productivity standards, process 
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management, and management control systems. The man 
aging accelerated performance system enables accomplish 
ment of service metrics while substantially driving cost 
efficiencies. The methodology utilized by the managing 
accelerated performance system allows for efficient move 
ment of personnel to new areas while building on past 
SCCCSSCS. 

0053 As described above, embodiments of the invention 
may include computer-implemented processes and appara 
tuses for practicing those processes. Embodiments may also 
include computer program code containing instructions 
embodied in tangible media, Such as floppy diskettes, CD 
ROMs, hard drives, or any other computer-readable storage 
medium, wherein, when the computer program code is 
loaded into and executed by a computer, the computer 
becomes an apparatus for practicing the invention. Embodi 
ments may further include computer program code, for 
example, whether stored in a storage medium, loaded into 
and/or executed by a computer, or transmitted over some 
transmission medium, Such as over electrical wiring or 
cabling, through fiber optics, or via electromagnetic radia 
tion, wherein, when the computer program code is loaded 
into and executed by a computer, the computer becomes an 
apparatus for practicing the invention. When implemented 
on a general-purpose microprocessor, the computer program 
code segments configure the microprocessor to create spe 
cific logic circuits. 
0054 While the invention has been described with ref 
erence to exemplary embodiments, it will be understood by 
those skilled in the art that various changes may be made and 
equivalents may be substituted for elements thereof without 
departing from the scope of the invention. In addition, many 
modifications may be made to adapt a particular situation or 
material to the teachings of the invention without departing 
from the essential scope thereof. Therefore, it is intended 
that the invention not be limited to the particular embodi 
ments disclosed for carrying out this invention, but that the 
invention will include all embodiments falling within the 
Scope of the claims. 

What is claimed is: 
1. A method of providing a disciplined approach for 

conducting managing accelerated performance activities, 
the method comprising: 

developing an activity list of at least one of a task and a 
behavior that relate to an identified opportunity; 

performing a time study associated with the task and the 
behaviors; 

collecting a time study data resulting from the time study: 
collecting a performance data resulting from an actual 

performance of work activities, wherein the perfor 
mance data includes a quality indicator, 

creating a scorecard for analyzing the correlation between 
the time study data and the performance data; 

identifying an issue presented as a result of analyzing the 
time study data and the performance data; and 

generating and implementing a roadmap for resolving the 
issue for use in training an individual affected by the 
roadmap. 
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2. The method of claim 1, further comprising updating a 
database of roadmaps based upon notification of a compli 
ance resulting from an activity assessment. 

3. The method of claim 1, wherein the developing the 
activity list includes: 

establishing a goal and a strategy for exploiting the 
identified opportunity; 

documenting the goal and the strategy; and 
communicating the goal and the strategy to the individual 

affected. 
4. The method of claim 3, further comprising using 

information the activity list to develop an activity detail 
Summary comprising: 

documenting a current workflow condition and require 
ment; 

identifying a key Volume indicator, 
identifying an activity and creating an activity list Sum 

mary; and 
identifying a key measurement indicator. 
5. The method of claim 4, wherein the key volume 

indicators are derived by: 
comparing two or more similar work units and validating 

differences between processes used in the similar work 
units; and 

establishing engineering service metrics and reasonable 
expectations resulting from the comparing the similar 
work units, wherein the engineering service metrics 
include a best demonstrated practice for activities con 
ducted in the work units. 

6. The method of claim 4, wherein the key measurement 
indicators measure performance, service, quality, and effec 
tiveness of work performed and quantify results into rel 
eVant measurementS. 

7. The method of claim 1, wherein the performing a time 
study comprises: 

identifying a behavior to observe; 
observing the behavior; 
determining statistical validity of observations; 
defining metrics for the behavior; 
documenting the observations; and 
identifying issues resulting from the observations. 
8. The method of claim 1, wherein the collecting a 

performance data resulting from an actual performance of 
work activities comprises: 

generating a tally sheet of detailed work Volume; and 
creating a daily schedule control using the tally sheet, the 

daily schedule control comprising: 
a productivity data; 
a percentage of overtime data; 
a earned hours; and 
a lost time. 
9. A storage medium encoded with machine-readable 

computer program code for providing a disciplined approach 
for conducting managing accelerated performance activities, 
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the storage medium including instructions for causing a 
server to implement a method, comprising: 

developing an activity list of at least one of a task and a 
behavior that relate to an identified opportunity; 

performing a time study associated with the task and the 
behaviors; 

collecting a time study data resulting from the time study: 
collecting a performance data resulting from an actual 

performance of work activities, wherein the perfor 
mance data includes a quality indicator, 

creating a scorecard for analyzing the correlation between 
the time study data and the performance data; 

identifying a issue presented as a result of analyzing the 
time study data and the performance data; 

generating and implementing a roadmap for resolving the 
issue; and 

training a individual affected by the roadmap in accor 
dance with an action item contained in the roadmap. 

10. The storage medium of claim 9, further comprising 
instructions for causing the server to implement: 

updating a database of roadmaps based upon notification 
of a compliance resulting from an activity assessment. 

11. The storage medium of claim 9, wherein the devel 
oping an activity list includes: 

establishing a goal and a strategy for exploiting the 
identified opportunity; 

documenting the goal and the strategy; and 
communicating the goal and the strategy to the individual 

affected. 
12. The storage medium of claim 11, further comprising 

instructions for causing the server to implement: 
using information the activity list to develop an activity 

detail Summary comprising: 

documenting a current workflow condition and require 
ment; 

identifying a key Volume indicator, 
identifying an activity and creating an activity list Sum 

mary; and 

identifying a key measurement indicator. 
13. The storage medium of claim 12, wherein the key 

volume indicators are derived by: 
comparing two or more similar work units and validating 

differences between processes used in the similar work 
units; and 

establishing engineering service metrics and reasonable 
expectations resulting from the comparing the similar 
work units, wherein the engineering service metrics 
include a best demonstrated practice for activities con 
ducted in the work units. 

14. The storage medium of claim 12, wherein the key 
measurement indicators measure performance, service, 
quality, and effectiveness of work performed and quantify 
results into relevant measurements. 
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15. The storage medium of claim 9, wherein the perform 
ing a time study of observable behaviors further includes: 

identifying a behavior to observe; 
observing the behavior; 
determining statistical validity of observations; 
defining metrics for the behavior; 
documenting the observations; and 
identifying issues resulting from the observations 
16. The storage medium of claim 9, wherein the collecting 

resulting from performance of work activities comprises: 
generating a tally sheet of detailed work Volume; and 
creating a daily schedule control using the tally sheet, the 

daily schedule control comprising: 
a productivity data; 
a percentage of overtime data; 
a earned hours; and 
a lost time. 
17. A system for providing a disciplined approach for 

conducting managing accelerated performance activities, 
comprising: 

a Server, 

a managing accelerated performance system executing on 
the server, 

wherein the managing accelerated performance system 
performs: 

developing an activity list of at least one of a task and a 
behavior that relate to an identified opportunity; 

performing a time study associated with the task and the 
behaviors; 

collecting a time study data resulting from the time study: 
collecting a performance data resulting from an actual 

performance of work activities, wherein the perfor 
mance data includes a quality indicator, 

creating a scorecard for analyzing the correlation between 
the time study data and the performance data; 

identifying a issue presented as a result of analyzing the 
time study data and the performance data; 

generating and implementing a roadmap for resolving the 
issue; and 

training a individual affected by the roadmap in accor 
dance with an action item contained in the roadmap. 

18. The system of claim 17, wherein the managing 
accelerated performance system performs further performs: 

updating a database of roadmaps based upon notification 
of a compliance resulting from an activity assessment. 

19. The system of claim 17, wherein the developing an 
activity list includes: 

establishing a goal and a strategy for exploiting the 
identified opportunity; 

documenting the goal and the strategy; and 
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communicating the goal and the strategy to the individual 
affected. 

20. The system of claim 19, wherein the managing 
accelerated performance system performs further performs: 

using information the activity list to develop an activity 
detail Summary comprising: 

documenting a current workflow condition and require 
ment; 
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identifying a key Volume indicator, 

identifying an activity and creating an activity list Sum 
mary; and 

identifying a key measurement indicator. 


